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Customer  Relations  Notes  Decrease  in  Complaint  Calls 


Rosanne  Broome , Customer  Relations 

The  Customer  Relations  Department  is 
not  being  overwhelmed  with  telephone 
calls,  as  was  the  norm  in  years  past.  What  has 
made  the  difference? 

When  Customer  Service  began  nine  years 
ago,  staff  often  received  calls  from  customers 
complaining  about  their  orders  - the  products 
they  wanted  were  either  backordered  or  lost,  or 
their  order  had  been  filled  with  the  wrong 
products!  It  all  amounted  to  a lot  of  time  spent 
responding  to  these  customer  concerns. 

Gradually,  things  began  to  turn  around  as  each 
department  at  APH  started  working  to  improve 
its  processes,  and  to  deliver  a better  product  in  a 
shorter  amount  of  time.  Customers  began  to  take 
notice  and  comment  on  this  positive  change. 

With  all  of  these  factors  at  work,  we  have  seen  a 
significant  drop  in  the  number  of  customer  calls 
we  receive  regarding  problems.  Our  customers 
are  now  making  such  comments  as: 

• “I  knew  APH  would  take  care  of  this  promptly!” 

• “You  restore  my  faith  in  APH  once  again!” 

• “Thank  you  so  much  for  addressing  my 
concerns  and  resolving  my  problem 
so  quickly!” 


The  In  Touch  staff 
wishes  each  of  you 
a happy,  healthy  2003! 


Members  of  the  Customer  Relations  Department 
have  noted  a significant  decrease  in  complaint 
calls.  They  are:  Rosanne  Broome  (seated); 
Pamela  Rader , Fred  Gissoni,  Cathy  Fritz , 
Alan  Lovell , and  Melissa  Stokes  (standing, 
left  to  light).  (Not pictured:  Dawn  Eadens  and 
Marsha  Overstreet.) 

An  added  bonus  is  that  sales  have  picked  up 
steadily  as  well. 

The  relationship  we  have  with  our  customers 
has  evolved  into  one  of  mutual  respect  and 
confidence.  Are  we  concerned  about  the 
reduced  number  of  calls  from  our  customers? 
Absolutely  not!  The  decrease  in  calls  is  a 
shining  testimony  to  the  progress  that  we, 
as  a company,  have  made  as  we  strive  to  fulfill 
our  mission  with  pride  and  careful  attention. 

Let’s  keep  up  the  great  work!  *•  *•  *• 
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Braille  in  Prison 

Nan  cy  Lace  well.  Pul)  lie  * Affaii 's 

For  the  past  2 years,  APH  Public  Affairs  staff 
members  have  been  working  to  establish  a 
braille  program  at  the  Kentucky  Correctional 
Institution  for  Women  (KCIW)  in  Pewee  Valley. 
There  are  currently  10  women  in  the  braille 
program,  9 of  whom  have  received  certification 
as  literary  braille  transcribers  by  the  National 
Library  Services  for  the  Blind  and  Physically 
Handicapped  (NLS). 

Prison 

Braille 

Program 

There  are  currently  about  30  prison  braille 
programs  across  the  country,  most  of  which 
are  in  men’s  prisons.  They  have  developed 
over  the  past  40  years  in  response  to  a growing 
need  for  braille  - particularly  textbooks.  As 
the  population  of  blind  and  visually  impaired 
students  K-12  has  shifted  from  attending 
mostly  residential  schools  to  mostly  local  and 
neighborhood  schools,  the  number  of  textbook 
titles  needed  across  the  country  each  year  has 
increased  enormously. 

Prison  programs  produce  braille  primarily  for 
school  systems  within  their  state  and  for  local 
businesses.  There  are  currently  over  300  inmates 
enrolled  in  braille  programs  across  the  country, 
about  150  of  whom  are  NLS  literary  certified  and 
20  are  Nemeth  certified. 

The  oldest  prison  braille  program  began  in 
1962  in  a Michigan  facility  for  men.  It  started 


with  one  inmate 
in  his  cell  learn- 
ing braille,  and 
has  grown  into 
a non-profit 
corporation 
employing  35 
inmates  full 
time.  The  array 
of  services 
provided  by 
prison  braille 
programs  ranges 
from  literary 
braille  only  to 
literary  and 
Nemeth  braille, 
proofreading, 
tactile  graphics,  scanning,  embossing, 
and  binding. 

Gary  Mudd,  Vice  President  of  Public  Affairs, 
supervises  the  APH  Prison  Braille  Program, 
Nancy  Lacewell  manages  it,  and  Becky 
Snider  provides  administrative  support. 

Laura  Coomes,  former  APH  braille 
transcriber,  is  the  part-time  braille  instructor 
and  supervisor  of  the  KCIW  program,  which 
is  being  developed  as  an  outsource  for  APH. 
Information  is  being  gathered  about  prison 
braille  programs  across  the  country  to  determine 
ways  in  which  APH  can  support  their  efforts. 

A report  on  these  programs  will  be  completed 
early  in  2003.  To  receive  a copy,  contact  Nancy 
Lacewell  at  ext.  339.  *•  #!  *2 


In  Touch  Survey 

Enclosed  in  this  issue  of  In  Touch,  you  will 
find  an  “In  Touch  Survey”  on  a blue  sheet 
of  paper.  Please  complete  it  and  return  it 
within  the  next  week.  (Return  directions  are 
on  the  survey.)  We  appreciate  your  feedback 
in  our  efforts  to  continually  improve  the  APH 
in-house  newsletter! 


Gary  Mudd  (Public 
Affairs)  reviews  tactile 
graphics  work  with  two 
inmates  at  KCIW. 
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Bobst  Rotary  Press 

Carol  Tobe , Public  Affairs 

In  1915,  Henry  Bobst  created  and  built  a rotary 
braille  embossing  press  that  was  designed  to 
be  used  by  visually  impaired  operators.  It 
was  manufactured  by  J.  Bobst  & Fils,  a Swiss 
manufacturer  of  printing  equipment.  This  press 
was  innovative  in  that  it  had  grooved  cylinders  to 
protect  the  points  in  the  plates  and  a dampening 
system  that  moistened  the  paper  before  it  was 
fed  into  the  press.  APH  used  one  of  these  presses 
and  it  is  in  our  new  ground  floor  exhibit  called, 
The  Way  We  Worked. 

A Bobst  Rotary  Press  for  Braille  Printing  shows 
up  in  our  1939  inventory,  so  we  know  it  was 
made  prior  to  that  time,  although  we  do  not  have 
an  exact  date.  Ron  Gadson,  who  has  provided 
much  of  the  information  on  the  machines  in 


this  exhibit,  remembers  working  on  the  press 
(many  years  later  than  1939!)  and  said  that  the 
dampening  system  had  been  removed  at  an 
earlier  time. 

If  you  worked  on  any 
of  the  machines  in  the 
new  ground-floor 
exhibit,  The  Way  We 
Worked ' or  if  you 
know  anything  about 
these  machines  or  the 
people  who  operated  them,  please  share  your 
memories  in  the  book  provided  near  the  exhibit 
(in  the  hallway  outside  the  Electronic  Repair 
Department).  There  is  also  a place  to  identify  the 
people  in  the  photos.  Thanks  to  Mary  Lou 
Monroe  for  identifying  a photograph!  The 
information  you  contribute  will  become  part  of 
the  historic  records  of  APH.  T.  *.Z  V 


APH  Products  Are  Everywhere! 

Lila  Adkins,  Large  Type 

While  visiting  our  brother  Raymond  in 
a nursing  home  in  Shepard,  Texas,  Rita 
Mudd  and  I had  the  pleasure  of  meeting  Craig, 
the  man  with  whom  our  brother  shares  a room. 
Craig  was  born  blind  at  birth  and  had  a massive 
stroke  at  age  40,  which  affected  his  short 
term  memory. 

After  we  visited  with  Raymond  for  a few  hours, 
we  noticed  that  Craig  had  a tape  player  with  a 
green  case  lying  on  top  and  brailled  instruction 
sheets.  I felt  great  pride  when  I saw  APH  on  the 
case.  Of  course,  we  opened  the  case  and  Rita 
said,  “I  do  the  braille  for  these!”  And  then  I 
realized  we  also  do  the  braille  instruction 
cards.  (“We”  includes  Lonnie  Carnes  running 
the  Heidelberg.)  It  meant  a lot  to  Rita  and  me  to 
see  our  work  in  this  little  rural  town  in  Texas. 


Rita  Mudd  (Braille  Proof 'eading),  Lonnie 
Carnes  and  Lila  Adkins  (Large  Type). 


I come  to  work  sometimes  forgetting  the  impact 
our  work  has  on  the  lives  of  people  who  are 
visually  challenged,  thinking  it’s  just  a job,  but  it 
is  a very  special  job  that  helps  people  across  the 
country  eveiy  day!  *•  *• 
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The  In  Touch 

Bulletin  Board 


Welcome  to  ATH,  New  Employees! Cindy 
Amback  (Advisory  Services),  Don  Asberry 
(Maintenance),  Watana  Brown  and  Matt 
Moultrie  (Quality  Control),  Brown  Carr 
(CTS),  Leila  Faucette  (Studio),  Angela  Hayes 
and  John  Heintzman  (Large  Type),  Jason 
Murray  (Tape  Duplication),  and  Lou  Rawls 
(Production  Office). 


Good  luck  to  George  Williams  who  recently 
transferred  from  Repairs  to  Maintenance  as 
a technician. 


Negotiations  with  Teamsters  Local  89  (API! 
plant  employees)  were  successfully  completed  in 
early  November.  The  contract  will  be  in  effect 
until  November  of  2005.  Congratulations  to  all 
involved  for  your  effort  and  team  spirit! 


Sandy  Jeanes  (ATIC)  recently  celebrated 
a milestone  - her  50th 
birthday.  ATIC  staff 
members  decorated  her 
desk,  making  sure  the 
“big  day”  didn’t  slip  by 
unnoticed.  Happy 
Birthday,  Sandy! 


Jan  Carroll  Is  on  the  Move 

Congratulations  to  Jan  Carroll,  Contract 
Administration  Manager,  who  was  re- 
cently elected  to  serve  on  the  Board  of  Directors 
of  the  National  Braille 
Association  (NBA).  Jan  has 
been  with  APH  since  1971 
and  became  an  NLS-certified 
literary  braille  transcriber 
in  1981.  Jan  is  also  currently 
serving  as  president  of 
the  Kentucky  chapter  of 
the  Association  for  the 
Education  and  Rehabilita- 
tion of  Blind  and  Visually  Impaired  (AER). 


An  active  member  of  the  Zachary  Taylor  Post 
of  the  American  Legion,  Jan  was  recognized  in 
2001  with  the  110%  Award  - given  for  outstand- 
ing service  to  members  and  guests.  ;•  #*  ; 

When  she’s  not  at  APH  or 
working  on  her  many 
volunteer  projects,  Jan 
spends  much  of  her  time  with 
her  grandchildren.  Zachary 
(4  months)  the  most  recent 
addition  to  the  family  and 
the  first  boy  born  on  Jan ’s 
side  of  the family  in  32  years, 
is  pictured  at  right  with  sister  Katie  (4 1/2 
years).  Jan ’s  oldest  granddaughter,  Alexis,  is 
now  9 years  old. 


In  Touch 


Production  Staff:  Gary  Mudd,  Nancy  Lacewell,  and  Becky  Snider  (Public  Affairs) 
Scott  Blome  and  Bridgett  Johnson  (Communications) 
Distribution  Manager:  Becky  Snider  (895-2405  ext.  356) 
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Send  Us  Your  News  for  the  Next  Issue! 


Product  Spotlight 


Tactile  Graphics 


• • 


• • •• 


Basic  Science  Tactile  Graphics 

Fred  Otto , Educational  Research 

The  newest  addition  to  APH’s  line  of  science- 
related  items  is  Basic  Science  Tactile 
Graphics,  a set  of  vacuum-formed  pictures  made 
for  elementary  school  students.  Since  blind 
students  often  get  braille  textbooks  with  the 
pictures  left  out,  these  tactile  graphics  can 
provide  useful  illustrations  and  give  students 
practice  in  reading  pictures  by  touch.  The 
product  also  includes  a booklet  of  tips  for 
using  tactile  graphics  in  the  classroom. 


Some  of  the  production 
staff  who  made  key 
contributions  to  the 
product  were:  Wanda 
Mullikin  and  Kathy 
Peak  (Production), 
who  provided  design 
assistance;  Lila 
Adkins  (Large  Type), 
who  worked  on  color 
printing;  and  Ron  Gwaltney,  Loretta 
Devore,  and  Betty  Jean  Reece  (Educational 
Aids),  who  provided  vacuum  forming  and 
assembly.  Thanks  for  your  good  work!  ; • • • ; • 


Updated  Tactile  Graphics  Kit 

Karen  Poppe,  Educational  Research 

The  updated  Tactile  Graphics  Kit  is  now 
available.  This  extensive  set  of  materials 
allows  teachers,  transcribers,  and  mobility 
instructors  to  create  custom  raised-line  maps, 
graphs,  diagrams,  and  charts  using  a variety  of 
point  symbol  tongs,  area  pattern  plates,  and  line 
drawing  tools.  Updated  features  of  the  kit 
include  an  improved  carry  case,  a tri-fold  pouch 
for  graphic  tools,  a modernized  and  extended 
guidebook  in  large  print  and  CD-ROM  formats, 
more  durable  Delrin  ® line-drawing  tools,  and  a 
lower  selling  price! 

Project  contributions  were  made  by  Kris  Scott 
(Educational  Research),  who  provided  editing 
help,  Bernie  Mudd  (Communications),  who 


designed  the 
guidebook  and 
logo,  Rodger 
Smith  (Techinical 
Research),  who 
developed  the  html 
file,  Maxine  Floden 
(Braille  Production), 
who  produced  the 
braille-ready  file, 

Lila  Adkins  (Large  Type),  who  printed  the 
guidebook  and  cover,  Phyllis  Williams  (Cost), 
who  was  responsible  for  inventory  alterations, 
and  Betty  Jean  Reece  (Educational  Aids),  who 
oversaw  assembly.  Project  leaders  Tom  Poppe 
and  Karen  Poppe  (Educational  Research) 
appreciate  the  work  of  all  those  involved  with  the 
product  update.  •;  TJ  *1 
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Featured  Employee: 


Jo  Ann  Hardesty 


• • 


• • 


• • •• 


Nancy  Lacewell,  Public  Affairs 

Jo  Ann  Hardesty  was  born  in  Lebanon,  KY, 
and  grew  up  as  one  of  7 children.  She  is  the 
middle  child  - with  3 older  siblings  and  3 
younger.  Jo  Ann’s  dad  worked  as  a farmer  during 
her  early  years.  When  she  was  16,  the  family  sold 
their  farm  and  moved  to  Louisville,  where  Jo 
Ann’s  dad  worked  as  a night  guard  at  Enro 
Shirt  Factory. 

After  Jo  Ann  graduated  from  Manual  High 
School,  her  first  job  was  at  Central  Uniform 
Service,  where  she  counted  money  and  made 
bank  deposits.  In  1970,  Jo  Ann  joined  APH 
as  a computer  keypuncher  in  the  Finance 
Department.  Her  primary  responsibility  was 
verifying  bills.  She  then  moved  to  the  computer 
mainframe  and  ran  billing  statements.  She 
moved  on  to  operate  the  Xerox  computer 
(the  system  used  just  prior  to  our  current  one). 
Before  coming  to  APH,  Jo  Ann  had  no  computer 
knowledge  or  experience  - she  learned  it  all 
“on  the  job.” 

As  everyone  who  works  with  her  (almost 
everyone  at  APH!)  knows,  Jo  Ann  really  likes 
people.  She  has  a warm,  friendly  smile  and 
a kind  word  for  everyone  she  meets.  Detail 
oriented,  Jo  Ann  enjoys  working  with 
computers  as  a member  of  the  Computer 
Technology  Services  (CTS)  staff,  but  she 
especially  likes  working  with  printers.  She 
continues  to  learn  everything  she  can  about 
printers,  and  is  clearly  the  APH  in-house 
expert  with  this  equipment.  Jo  Ann’s  sister, 
Phyllis  Williams,  works  in  the  APH 
Cost  Department. 


Jo  Ann  Hardesty  (CTS) 


Jo  Ann  lives  in  the  south  end  of  Louisville,  and 
when  she  is  not  at  work  she  enjoys  “losing 
herself’  in  books  (particularly  mysteries),  or 
bargain  shopping  at  outlets.  She  also  enjoys 
bowling  and  is  on  the  APH  league  that  bowls 
each  Tuesday  night  at  Ten  Pin  Lanes.  A good 
friend  of  Jo  Ann’s,  Maria  Delgado  (Resource 
Services)  says,  “Jo  Ann  is  a person  who  is  always 
willing  to  help  out,  and  always  has  a smile  on 
her  face.  She  has  a wonderful  sense  of  humor, 
and  she’s  a great  bowling  coach.  Jo  Ann  is 
one  of  the  most  punctual  and  reliable  people 
I know!”  *•  *•  *• 


It’s  a first!  Although  In  Touch  staff  received  newsletter,  no  one  guessed  correctly  - that  it  was 

calls  from  several  employees  guessing  who  that  Jo  Ann  Hardesty.  Congratulations,  Jo  Ann.  You 

adorable  little  girl  was  in  the  last  issue  of  the  “stumped  the  panel”  for  the  very  first  time! 
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Featured  Employee: 

Next  Issue 


• • • 
• • •• 


Who  is  this?  Some  “helpful”  clues... 

• He  started  work  at  APH  over  12  1/2  years  ago  in  the  Braille  Slate  Department. 

• He  enjoys  gardening,  homemade  burgers,  and  fried  potatoes. 

• Chenoweth  and  Waggoner. 

• Photography  is  a favorite  pastime  - he  has  been  known  to  take  over  700 
pictures  on  one  vacation. 

• He  once  worked  briefly  in  Haiti  as  a missionary. 


Continuous 
Improvement  Corner 


Arthur  Vaughn , Human  Resources 

The  Continuous  Improvement  focus  for 

2003  is  on  quality  and  safety.  During  the 
year,  we  will  be  developing  temporary  work 
teams  called  Quality  Improvement  Teams  (QIT). 

When  it  is  determined  that  there  is  a quality 
problem  with  a product  or  process,  a QIT  of  5-8 
members  will  be  assembled  to  study  the  problem 
and  recommend  changes.  The  length  of  time 
each  QIT  remains  active  will  be  determined 
by  the  complexity  of  the  problem  that  needs 
to  be  resolved.  Changes  will  be  discussed  at 
department  meetings  to  keep  everyone  informed. 

Recently,  a QIT  has  been  working  on  improving 
the  quality  of  products  APH  makes  for  the 
Hadley  School  for  the  Blind.  A couple  of 
errors  have  slipped  past  us,  and  an  initial 
brainstorming  session  revealed  deficiencies 
in  our  quality  process  and  a need  for  more 


information  at  all  levels  of  production.  Measures 
have  now  been  taken  to  make  sure  the  same 
mistakes  don’t  happen  again. 

Doug  Trent  worked  with  Hadley  to  gather  all 
necessary  information  for  production  and  work 
detail  sheets  were  changed.  Doug  also  changed 
work  order  part  numbers  - basing  them  on 
Hadley  numbers  - to  eliminate  confusion.  Lou 
Tingle  created  a process  to  monitor  the  quality 
of  Hadley  products  based  on  NLS  procedures, 
which  should  greatly  reduce  the  possibility  for 
errors.  Phil  Moore  will  check  all  work  detail 
sheets  for  correctness,  and  Steve  Paris  will 
create  a form  that  will  be  used  by  production 
personnel  to  detail  problems  that  occur.  This  was 
a great  effort  by  many  people.  We  will  continue 
to  monitor  the  process  for  its  effectiveness  and 
modify  it  as  necessary. 

With  your  help,  we  will  make  many  more 
improvements  like  this  in  2003! 

• • ••  •• 

• • • • • • 

. . • . . . 
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Employee 

• Birthdays 

• • • 
• ••  •• 

January 
2 John  Volz 
5 Sandra  Raley 

7 Phillip  Moore 

8 Brown  Carr 

9 Rhonda  Carlton 
Jo  Ann  Hardesty 

n Gail  Merideth 
Janis  Gray 

12  Nancy  Etter 

13  Matthew  Witten 
15  Bobbia  Mackey 

Tim  House 

18  David  Hines 

19  Jason  Murray 
Rose  Zinious 

20  Rodger  Miller 
Phyllis  Williams 

22  Karen  Blaker 
Gary  Jones 


25  Kwain  Tarrence 

29  Ronnie  Overstreet 

30  Amy  Jones 
Carol  Stewart 
Tristan  Pierce 
Jackie  Oliver 
Anna  Fox 

February 

4 Arthur  Vaughn 

5 Helen  Saltz 
Kevin  Saltz 

6 John  Richardson 

7 Carol  Tobe 

8 Cassandra  Garner 

9 Mary  Reinert 
11  Lloyd  Moore 

Sharon  Gatewood 
14  Randall  Davidson 


15  Vicki  Mowman 
Bernie  Mudd 
Jo  Anne  Hohman 

17  James  Horstman 

18  Walt  James 
Todd  Hasson 

21  Barbara  Rodgers 

22  Matt  Moultrie 

24  Susan  Robertson 

25  Jennifer  Mullikin 
Roy  Avers 

27  Darlene  Howard 
29  Cindy  Amback 

March 

1 Gary  Tipton 

2 Paul  Zurkuhlen 

3 Margaret  Cosby 
6 Theresa  Rice 


7 

8 

9 

10 

11 

12 

13 

16 

17 

19 

21 

23 

24 
28 

30 

31 


In  Touch ... 


American  Printing  House  for  the  Blind,  Inc. 
P.O.  Box  6085 

Louisville,  Kentucky  40206-0085 


Burt  Boyer 
Beverly  Jones 
Darlene  Donhoff 
David  Manteuffel 
Terry  Rogers 
Angie  Schulte 
Chris  Parente 
Joyce  Frank 
Terry  Sales 
Richard 
Hauenstein 
Cheryl  Logan 
Carolyn  Nutter 
Melissa  Stokes 
Marsha  Overstreet 
Rhonnie  Sowers 
Heather  Fox 
Luann  Hall 
Anne  Harlan 
Mitzi  Friedlander 


